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Emotional intelligence (EI) has been an important issue being debated these days particularly among the 
organizational settings.  Past literatures have found that subordinates were not passive, but rather proactive 
participants who would try their best to change their work environment. The issues concerning EI are generating 
increasing interest in the field of leadership studies as researchers attempt to identify the qualities that predict 
effective leaders.  Since it has been established that EI affects work behaviours namely job performance, job 
satisfaction, loyalty, encourage employee displaying OCB and many positive impacts, this is the time now where 
management should consider EI in the workplace.  Firstly, the HR people must take actions on the importance of 
EI.  During the recruitment and selection process, the applicants at least must have moderate EI.  New 
employees with high emotional awareness and regulation should be hired (Jordan, Ashkanasy, & Hartel, 2002; 
Leidner, 1999).  Organizations also should apply EI training to the employees, to develop their soft skills.  Given 
that EI abilities can be developed, training in specific facets of EI; appraising, understanding emotions and 
managing in self and others as well as utilizing emotions to facilitate performance would guarantee that the 
support staffs perform their job performance as expected by the management. Training in EI is proven to 
enhance good work behaviours (Bardzil & Slaski, 2003).  Emotional intelligence leaders are though to be 
happier and more committed to their organization (Abraham, 2000), achieve greater success (Miller, 1999), 
perform better in the workplace (Goleman, 1998), take advantage of and use positive emotions to envision major 
improvements in organizational functioning (George, 2000), and use emotions to improve their decision making 
and instil a sense of enthusiasm, trust and co-operation in other employees through interpersonal relationships 
(George, 2000).  Malaysian leaders need to develop EI to better influence their employees.  While employees 
play the vital role to determine the success of the organization, the important placed on the human factor has 
always been a key success factor in any organization throughout the years.  Success depends on involving the 
workforce’s entire capacity to generate good work behaviours and ways of working to outsmart the competitors.  
Hence, a leader plays the utmost important to achieve the goals of success of the organization.  The primary 
motivation of this study is to focus on how the leader’s EI influence the employee work behaviours specifically 
organizational citizenship behaviours (OCB).  In this study, excellent work behaviours was found to be an 
important indicator as the quality of the employees work influences the organization’s product and services. 
Leaders who have the capacity to display their care and concern appears to be able to positive and concern, 
maintaining positive moods, support and display fair treatment and respect for others (Fombrun, 2000 ).  
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This paper examines the growing application of emotional intelligence (EI) in the development of support 
staffs in the organizations settings. Emotional intelligence (EI) has been the concern to everyone lately and 
especially in the organization settings.  Malaysia leaders too need EI to influence their employees. Research 
shows that emotions properly managed, can drive trust, loyalty and commitments and many of the greatest 
productivity gains, innovations, and accomplishments of individuals, teams, and organizations.  The major 
concern of organizations today is to establish effective leadership management, and the core element in 
developing effective leadership management is the quality level of the leader’s EI. The study focused on 
the leader’s EI  in order to enhance the employees work behaviours.  The work behaviours that we are 
looking at are organizational citizenship behaviours (OCB).  Thus, the purpose of this paper was to 
examine this relatively new psychological construct known as “emotional intelligence” in relation to some 
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of the more developed social exchange variables that typically occur in an organization setting, and thereby 
build a larger collection of evidence intelligence and its relation to work.  The ability of supervisors to 
influence subordinates within organizations has become a requisite competency and may be critical to job-
related success for managers. Lord and Brown (2001) revealed that leadership works best when there is a 
match between the identity level of followers and the focus of leaders, as people of similar behavior tend to 
be attracted to each other. Past research on manager-employee attitudinal congruence has generally found 
that attitude similarities between managers and employees are positively linked to job-related outcomes. 
 
 
Source:  Six-Seconds 
Figure 1: Top Workplace Issues 2007 
 
EMOTIONAL INTELLIGENCE DEFINED 
 
The issues of Emotional intelligence (EI) are generating increased interest in the field of leadership studies 
as researchers attempt to identify the qualities that predict effective leaders (Palmer, Walls, Burgness, & 
Stough, 2001)  From the above source, leadership management is the utmost important in the workplace.  
Leaders who have the capability to display their care and concern and be able to show positive EI may 
bring to positive impact to organizational success.  The employees will respect those kinds of leaders. Past 
research have shown leaders who utilize their behaviours such as displaying care and concern, maintaining 
positive moods, support and display fair treatment and respects for others;  (Goleman, 1988); (Goleman, 
Boytzis, & McKee, 2002), may enhance outcomes to organizational success.  Organizational citizenship 
behaviours (OCB) are the outcome that the researcher is focusing in.   
 
EI refers to one’s ability to be aware of one’s own feelings, be aware of other feelings, to differentiate 
among them and to use the information to guide one’s thinking and behaviour (Salovey & Mayer, 1990).  
(Salovey & Mayer, 1990) originally defined EI as “the ability to monitor one’s own and others’ feelings 
and emotions, to discriminate among them, and to use this information to guide one’s thinking and actions 
(p. 189).  In 1997, Mayer and Salovey expanded their definition to address the full meaning of EI 
behaviours.  They suggested that EI involves four specific abilities including (a) the ability to appraise and 
express emotion, (b) the use of emotion to enhance cognitive processes and decision-making, (c) the ability 
to understand and analyze emotions, and (d) the reflective regulations of emotion (Salovey & Mayer, 
1990).  Those with high EI are more emphatic, (Salovey & Mayer, 1990), being more visionary leaders 
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than people with low emotion abilities. According to Datuk Seri Dr. Fong Chan Onn, Malaysian Minister 
of Human Resource in his speech (Onn, 2006) activities related to mental literacy will help to increase the 
talent pool and ultimately contribute to achieving national development and progress.  This is crucial 
because a highly skilled, innovative and ‘high performance’ workforce is essential for business and 
organizations to remain survive.  People are the reservoirs of knowledge and have been said as the best 
asset.  Leaders are the asset who should make the movement or change.   EI is a recognized asset to the 
organization and is currently being integrated into the workplace.  It is believed to help the management do 
the job better, and help their service better too.  Many had said that the development of EI should be a 
priority in this organization because understanding of employees would help to foster a cohesive and 
pleasant work environment rather than the abusive environment that currently exists. 
 
EI AS A LEADERSHIP QUALITY  
 
Leadership concerns the interaction of leaders with other individuals.  One social interaction is involved, 
emotional awareness and emotions regulation become important factors affecting the quality of the 
interactions. Some emerging leadership theories also imply that emotional and social intelligence are even 
more important for leaders and managers because cognitive and behavioural complexity and flexibility are 
important characteristics of components leaders.  Leadership is a construct often discussed in conjunction 
with emotional intelligence (Ashkanasy & Tse, 2000).  Emotional intelligence correlated with several 
components of transformational leadership suggesting that it may be an important of effective leadership. 
This will lead them monitor and respond to subordinates and them feel at work.  Managing emotions in the 
self and in others is a critical component of leadership.  According to (Yuki, 1999), as citied in (Ashkanasy 
& Tse, 2000), all leadership involves “mobilizing human resources toward the attainment of organizational 
goals” (2000).  Many researchers have stressed the importance of the proper use of emotions to successful 
leadership (e.g , Ashkanasy & Tse, 2000; (Sosik & Megerian, 1999); (Barling, Slater, & Kelloway, 2000).   
 
Leaders in Malaysia too need EI to contribute to positive outcome namely OCB.  Organizations need their 
workers to be able to display good work behaviours.  People are the vital assets of an organization which 
lead to organization success.  The work that the employees perform while on the job can play a major part 
in the performance of the organization as a whole.  It is just as important to learn about the employees’ 
attitudes towards their specific jobs and the organization as a whole.  Past research stated that those 
individuals with high EI can repair unpleasant emotions and enhance pleasant emotions (Mayer & Salovey, 
1997)  Those with high EI are more emphatic, Salovey and Mayer (1990), being more visionary leaders 
than people with low emotion abilities.  Emotionally intelligent leaders have the ability to perceive, 
understand better, and regulate emotions more effectively (J. D. Mayer, Salovey, & Caruso, 2000).  
Borrowing the findings from (Smith, 1993) that generalized compliance OCB was directly been influenced 
by the supportive leader behaviours. (Kanovsky & Pugh, 1994) suggested that those employees who felt 
that their leader is concerned about their feelings and needs may see their relationships as social exchange.  
The feelings of obligation will turn to feel that the exchange is beneficial for both.  The employees too need 
their leader to display care and concern, thoughtful, responsibilities, respect and trust on them.  .   
 
People with high EI experience more career success, build stronger personal relationships, lead more 
effectively, and enjoy better health than those with low EI.  Thus, leader with high EI motivate themselves 
and others to greater accomplishment.  Appraisal and expression emotions relates to an individual’s ability 
to sense and acknowledge their own and other’s emotions (Salovey & Mayer, 1990).  Someone who are 
able to feel their own and their employee’s emotions can lead to effective administration.  These leaders 
can feel the empathy and understand others well.  (Rapisarda, 2002) noted that individual who possess this 
ability can increase cohesiveness and performance. Behaviours related with this dimensions of EI relate to 
maintaining positive mood states by exhibiting enthusiasm, optimism, curiosity, openness to new ideas, and 
being responsive to the feelings of self and others (Mayer & Salovey, 1997).  (Goleman, Boytzis, & 
McKee, 2002) noted that when a leader is unable to understand what they are feeling, they are at a loss to 
manage those feelings.  Meanwhile, according to Wong and Law, (2002) regulation emotional is critical 
skill for leaders who wish to positively influence the quality of leader-follower interactions and increase job 
performance and performance outcomes.  This dimension of EI, reflective regulation of emotions, refers to 
the proactive evaluation and management of one’s own and other people’s emotions (Salovey & Mayer, 
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1990).  The leaders who can recognize the positive mood can influence the followers in their social 
exchanges.   
 
EMOTIONAL INTELLIGENCE AND WORK OUTCOMES 
 
Past studies have proven that there was a relationship between EI and work outcomes/behaviours (Prati, 
Douglas, Ferris, & Buckley, 2003).  There was a high correlation between various measures of morale and 
stress at work and EI (Dulewicz, Higgs, & Slaski, 2003 ). The study also found significant relationships 
between EI and employee’s current job performance. On the other hand,  (Carmeli, 2003 ) found a 
relationship between EI and work attitudes, behaviours and outcomes among senior managers.  The results 
showed that EI enhance positive work attitudes, altruistic behaviour and work outcomes, and moderates the 
effect of work-family conflict on career commitment but not the effect on job satisfaction.  EI was 
significantly correlated with job performance and job satisfaction (Wong & Law, 2002 ).  
 
 
Source:  Six Seconds 
Figure 2:TheImportance of EQ 
 
EI AND ORGANIZATIONAL CITIZENSHIP BEHAVIOURS 
 
OCB is a great importance to managers.  It helps leaders to be more effective by leading employees who 
are self-starters and do not need to be motivated.  Employees who demonstrates  OCBs can help 
organization improve its overall effectiveness (Koys, 2001). OCB represents (Organ, 1988   ) individual 
behaviour that is discretionary, not directly or explicitly recognised by the formal reward system and that in 
the aggregate promotes the effective functioning of the organization.  By discretionary, we mean that the 
behaviour is not a mandatory requirement of the job description.  Job description is a document stated on 
the task, responsibilities and duties of the job holder (Keeling & Kallaus, 1999 )  Whereas. OCB is rather a 
matter of personal choice.  Theses behaviours will improve the effective functioning of the organization 
when summing across time for a single person or summing across persons in the group. Meanwhile, other 
defined OCB differently such as (Schnake, 1991 ) defines OCB as a functional, extra-role, pro-social 
behaviour, directed at individuals, groups and / or an organization  (Podsakoff, B, Paine, & Bachrach, 
2000).  Later, (Ryan, 2001 ) defines OCB as the cumulative effects of many employee actions, aggregated 
over a long-time frame and across numerous groups, divisions, and organizational departments.  Thus, 
definition of OCB are varies, this study will adopt Organ’s definition of OCB “individual behaviour that is 
discretionary, not directly or explicitly recognised by the formal reward system, and that the aggregate 
promotes effective functioning of the organization.”  This study focused on Organ (1988) dimensions of 
OCB namely altruism, conscientiousness, courtesy, sportsmanship and civic virtue.   
 
For this study, Wong and Law (2002) measurement for EI (WLEIS) was used.  This is a short 16-item 
measure of EI that closely aligns with Salovey and Mayer’s (1990) original conceptualization of EI.  
WLEIS measures four (4) dimensions of EI namely the self-emotion appraisal (SEA), other’s emotion 
appraisal (OEA), use of emotion (UEA), and regulation of emotion (ROE).  Items are measured on 7-point 
Likert scale ranging from 1 (strongly disagree) to 7 (strongly agree).  This scale measure the leader good 
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sense of feelings, understanding of own emotions, friend’s emotions, good control of emotions and so forth. 
Therefore, the following propositions are developed: 
 
Proposition 1:  There is a relationship between a leader’s ability to appraise and express emotion and 
employee OCB 
 
Proposition 2:  There is a relationship between a leader’s use of emotion and employee OCB 
 
Proposition 3:  There is a relationship between a leader’s ability to understand emotion an   employee 
OCB 
 
Proposition 4:  There is a relationship between a leader’s ability to regulate their emotion and employee 
OCB 
 




This paper examines the leader’s EI in influencing OCB of support staffs in private sectors service industry 
in Malaysia.  EI as an ability to perceive, use, understand and manage emotions is critical for service 
industry support staffs to display OCB. EI of the leaders are proposed to be the most importance concept in 
organizational settings.  EI as an ability to perceive, use, understand and manage emotions is critical for 
leaders in managing the employees.  EI plays a salient role in influencing employees to display OCB.  The 
role of leader’s EI is believed to enhance the OCB.  Once the employee displaying OCB, it is believed that 
it relates to high job performance.  Employees with the abilities to perceive, understand, and regulate 
emotion in self and others and ability to use emotion to facilitate thought and actions would be able to 
achieve high performance in their job. They are able to accept job challenges, overcome obstacles or work-
related problems (Dulewicz, Higgs, & Slaski, 2003 ), and able to reduce the personal-job conflicts 
(Abraham, 2000).  
 
MANAGERIAL AND RESEARCH IMPLICATION  
 
Future research should include these factors to control the unintended variances. Besides, future research 
should focus on testing the conceptualization of the relationships between EI and OCB in different 
organization settings. However, proper care should be taken in ensuring that the findings are valid and 
reliable so that they can be generalized to the whole service industry. There are abundant of EI measures 
available to be adapted. Researchers should properly select the best measure that can produce the intended 
results.  
 
Table 1: EI Dimensions 
Dimensions Descriptions 
Self-Emotion Appraisal (SEA) Refers to the individual’s ability to understand their emotions and 
their ability to express these emotions appropriately (Wong & 
Law, 2002). 
Other’s Emotional Appraisal (OEA) Refers to an individual’s ability to perceive and understand the 
emotions of those people around them (Wong & Law, 2002)  
Use of Emotion (UOE) Refers to the ability to make use of emotion and directing   
emotion toward constructive activities and performance (Wong & 
Law, 2002) 
Regulation of Emotion (ROE) Refers to an individual’s ability to regulate his or her own 
emotions (Wong & Law, 2002) 
Source: Wong & Law (2002) 
 
The diagram in Figure 3 depicts the influence of EI on support staffs’ work behaviours specifically OCB. 
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